
the error type. In order to test functionality, the test ClEC also corrected a limited
sample of these errors and re-submitted them to the company.

Many of the ordering process performance metRes are timeliness measures designed
to characterize the time taken by the company to process notifications to the ClECs.
Exhibit E-4 shows these metrics relative to the steps involved in the ordering process. In
terms of performance of the ordering process, exhibit E-7 and E-7a show' the results of
the·end-to-end test relative to these performance metrics for the ordering process.
After the first day of testing, the Company made modtftcations to the EDI systems that
resulted in improved average response times. The modifications improved the ED)
input process, decreasing the ordering process times. By the last day of the test, BA­
NY was meeting or surpassing performance standards for an order types, except
timelines of order confirmations for UNE-loops. .

The table below c()mpares performance dUring the third day of the end-to-end test to
the company standard.

i

,

-" 'I.., Ii(t "1 ~

Perform % WIatd Perfrm %W/std

Resale
-Flow-throuah 0:47 100 Ofo 0:09 1000.4 2 hours
-Manual 2:30 1000.4 2:25 100% 24 hours

UNE-Plstform 1:48 100% 2:56 1000.4 24 hours
UNE-Loo/J
fewer than 10 Lines

-Electronic • • 24 hours
-Faxed 38:00 50% 31:00 1000.4 48 hours

10 or greater lines
-Electronic • · 72 hours
-Faxed 78:00 75% • 96 hours

UNE· Loop orders reflect the results of live orders received over the test period.

• Insufficient sample size gathered during the end-to-end test.

UNE-platform, order reject timelines is average for 3 days because there were no rejects on third day of
tesl

By the last day on which we were able to collect provisioning data for the end-to-end
test, of the total 13,461 test CLEC orders submitted for processing during the end-to­
end test, the company had provisioned 10,343 orders. Order confirmations for an of
these orders were successfully transmitted to the test ClEC. The average order
completion notification timeliness was 15:26 for resale orders and 15:34 for UNE­
platform orders. The company achieved the standard of within 24 hours for resale and
UNE-platform orders 100% of the time.

Page 10



In addition to these timeliness measures, we a\so monitored SA-NY's flow-through
capabilities. During the test, 87% of resale orders and 73% of total orders submitted
flowed-through the ordering processes without manual intervention. As demonstrated
by the end-to-end test, the ordering OSSs currently support flow-through capabilities for
resale orders including resale new, resale as-is and certain resale with change order
types.

Our review of the systems utilization for the above wholesale ordering system showed
that there is also additional capacity available. Specifically, ordering systems capacity
utilization averaged 35% during the two average volume days and 54% during the peak
volume day.· Systems utilization peaked at 66% during the peak day. The results of
these tests are detailed in Exhibit E-9. The performance of each of the centers is also
reflected in the detail provided in Exhibit E-10.

Our analysis of order system throughput shows that the current ordering ass can
process a maximum of 1,742 orders per hour. Assuming the systems were operating at
capacity for an eight hour day, the company could process approximately 14,000 orders
a day. Exhibit E-9 shows the throughput per hour and systems capacity utilization over
the course of the end-to-end test. -

During the pre-test preparation, the company added hardware components and tuned
the software to significantly increase processing to the levels shown above. This was
accomplished over a period of approximately three weeks. This indicates that, to the
extent the limiting factor is similar hardware components, the company can further
expand capacity in a relatively short period of time.

The results of our analysis of manual processing capacity show that the company's
current capacity is approximately 4,510 orders per day covering all five order centers
(Exhibit E11). Exhibit E-10 shows the results of our time and activity studies, which
were the basis of our estimate of processing times for each of the five order centers.
Manual processing performance for each of the centers is shown in Exhibit E-12.

The table below shows current staffing levels, and our estimate of order capacity per
day.

Cl'1Jlc -, Cpll,.:;';;l'i ~Ldt i Wl ,II , ; [ "" t ...... U~J.ll",ltj ~ Li L d J

NY UHE-foop Center 17 26.0 255
HE UNE-oJatform Center 30 6.6 1,n3
NY RIlSllIe Center 39 13.0 1,170
NE Resale Center 31 18.0 672
leT Overftow Center .. 11 6.7 640 (Resale)
TOTAL 128 4,510
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F. Details of PROVISIONING ANALYSIS

Overview ofhistorical provisioning volumes

From January through August 1997, BA-NY provisioned 87,612 resale lines in New
York. For unbundled loops the company has performed 4,759 UNE-Ioop line
conversions, installed 4,465 new UNE-Ioop lines, and completed 3,248 pure Interim
Number Portability (INP) translations. The company currently performs approximately
100 UNE-Ioop conversion orders, 180 new UNE-Ioop orders, and 160 INP orders per
month.

Overview ofProvisioning Process

Wholesale orders are provisioned in one of two ways. The first method of provisioning
shares the same processes and legacy systems with retail op..!rations. The wholesale
orders included in this group are all resale orders, UNE-Ioop orders, and all UNE­
platform orders.

The second provisioning method is the manually driven process unique to UNE-Ioop
conversion orders. Exhibit F-1 provides a schematic of the provisioning processes
identifying the systems and activities involved in this process. The discussion below
provides an overview of the two processes and highlights differences between them.

Most wholesale orders are received into the provisioning system from the ordering
system once the order confirmation is returned to the CLEC. The provisioning systems
determine, find and assign facilities to the order specifications and update translations
at the switch. If the order specifications require a technician at either the central office
(CO) or in the field, the provisioning system distributes the orders to the dispatching
system, which assigns and authorizes dispatch of a technician. The facilities
assignment and control systems (FACS) capture the updated facilities and translations
information for all flow-through orders and send the data to the billing systems. If the
order cannot flow through the process in the normal way --e.g., the provisioning
systems cannot find available facilities, incorrect USOC codes have been used or a
problem exists with the translations at the switch-the processing system will send the
order to a specific group dedicated to specific flow-through resolution issues. Both the
retail and wholesale operations share all these systems and technician resource pools
in common.
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In contrast to orders that are electronically provisioned through the existing retail
process, the provisioning process for UNE-Ioop conversions (i.e., UNE-Ioop ·hot-cuts")
must rely on a largely manual process. The retail provisioning systems support the
process, but a manual process is required to coordinate the physical ·cut" of the service
from SA-NY to the CLEC. No direct retail analog exists, and, therefore, performance is
measured against a standard Le., provisioning completion of UNE-Ioop orders within six
days.

The Carrier Account Team Center (CATC) coordinates the adivities ofthe Recent
Change Memory Administration Center (RCMAC), central office, and, when relevant,.
the CLEC. The CATC coordinates the translations work (e.g., software updates at the
switch) with the RCMAC and then calls the Central Office and the CLEC to manage the
actual hot-cut. Through these calls, the CATe monitors progress in provisioning the
orders, resolves problems, and coordinates the team's activities. Exhibit F-2 shows the
process flow for the UNE-Ioop "hot cut" process.

Presently, the CATC and RCMAC have twelve and four people, respectively, dedicated
to wholesale operations. The twelve CATC central office techQicians perform
coordination activities for the hot-cut. The four translation attendants at the RCMAC
update the switch translations.

The metrics used by SA-NY for all orders except UNE-Ioop conversions focus on
measuring the timelines of planned provisions (Installation Intervals Offered), the
timelines of actual provisioning (Installation Interval Completed), and the percentage of
orders that are not completed by the due date on the order confirmation (Percentage
Missed Appointments). Our review of SA-NY's retail and wholesale historical
performance metrics also indicates that the two processes are comparable and that in
some instances the results for the performance of the wholesale orders are betterthan
those of the retail orders. The historical average intervals offered and completed for
resale orders requiring dispatch were better than the comparative retail intervals and
within two days for orders requiring no dispatch. UNE-Ioop and UNE-platform historical
offered and completed intervals are better than the resale equivalents. Similarly the
quality of the wholesale provisioning processes as reported in the percentage
installation troubles within 30 days is lower for wholesale orders compared to the retail
comparatives. The company's performance relative to missed appointments for
wholesale dispatch orders is better than the retail comparative. In September, 7% of
resale orders were missed compared to 16% for retail orders. Orders requiring facilities
or no dispatch have a low incidence of missed appointments, I.e. less than 1%. Details
of historical performance measures are shown in Exhibit F-4a through F-4d.

Approach

Our initial steps at defining the wholesale provisioning process included interviewing
management and line personnel as well as reviewing intemal documentation, covering
methods and procedures, handbooks, and internal process maps. We interviewed'
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company representatives from the CA IC (New Yo'" and New England); Line't ...."
Distribution ManagementCenter (LOMC). RCMAC, several CO's and wholesale
provisioning process and systems owners~ In these interviews, we focused on
understanding the wholesale provisioning processes and systems across order types,
comparing these processes and systems to those of retail and evaluating wholesale
provisioning capacity and performance.

To evaluate the similarity of processing between wholesale and retail operations, we
selected a sample of 7 wholesale ordertypea (resale Mas is" & "as specified·, resale
complex, resale new line, UNE loop conversion, UNE platform & UN,E new line) and 4
retail orders of similar types. Using the provisioning audit trails available in the SOP
system, we traced the orders through the provisioning systems to determine if
wholesale and retail orders used the same systems in the same'sequence.

We also evaluated the wholesale provisioning performance relative to retail
performance. To do this, we analyzed historic performance metrics and used the
results of the end-to-end test to ensure that all expected order types were included.

The processing capacitY of the electronic provisioning systems were'evaluated using
internal company reports produced by SA-NY on a monthly basis. These reports show
system utilization in terms of million instructions per second (mips) used versus the total
available. Using the forecasted increase in service order volumes, we were able to
estimate the adequacy of current computer system capacity to handle exprjcted 1998
wholesale order capacity.

Because UNE-Ioop conversions involve activities unique to the wholesale market. a
separate assessment of the company's capabilities was required. To assess UNE loop
provisioning capacity, we collected processing times and conducted volume studies
during live production at the three centers (the CATC, RCMAC, and COs) responsible
for provisioning unbundled loop conversions. For the CATC and RCMAC, we
performed time and activity studies to capture hot-cut daily volumes and the time spent
on their coordination and translation. At four COs of varying size, we also used a
tracking sheet to capture the time required to complete activities associated with UNE­
loop conversions. In addition, the current staffing for the CATC centers was reviewed
to assess current capacity for the region. The results enabled us to assess average
processing time for each stage in the "hot cut" process, and current capacity for each
center and the COs.

The measures of performance used in our stUdy correspond to the five key measures
tracked by the company. These measures reflect wholesale provisioning processes
and activity performance relative to retail orders providing data for installation intervals,
promptness of provisioning and the quality of service prOVided, for like orders.
Performance associated with the provisioning of UNE-loop conversions and new line
additions were compared to SA-NY standards (in the absence of comparable retail
analog.)
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We also used the end-to-end test to complement our analysis. During the test we
observed which order types were electronically processed through the provisioning
systems, reviewed the functionality of the process, and compared the wholesale and
retail processes. We also analyzed performance measurements captured during the
end-to-end test to evaluate systems and processes ability to handle expected average
daily 1998 order volumes.

Results

Our review shoWed that the wholess'Ie and retSil provislonlng'processes are the same
for all order types in the scope of our ievieW with the .exception of UNE-loop conversion
orders. The company uses the same systems, supporting processes, trained staff, and
capabilities to provision business and residential resale orders (new connects and
conversions), complex resale (Centrex new 'connects and conversions), new unbundled
loops, and unbundled platform orders, as it uses for its retail operations. Exhibit F-3
describes in detail the results of our analysis of the retail and wholesale order samples
traced through the provisioning process.

.
The results of the end-to-end test confirmed historical performance. Key results for the
test are shown in the following chart and further detailed in Exhibit F-5.

Results for the end-to-end test for all orders receIVed over the three-day penod and provIsIoned by
October 22. 1997.

There are no measurements available for the end-to-end test orders where troubles are
reported within thirty days of the date provisioned.

Our review of the systems utilization for this process showed that there is also
additional capacity available in excess of that presently required to process orders. The
results of these tests are summarized below and detailed in Exhibit E-8.

r erL rTIii.HlClC Meinc t l'~:L R\.;·~>alc Older,. , '" ... 1. JW.. ,)rd( I .• f;, •• 1JII [ ..,,\;,11..:>11"-,.

Installation intervals -
offered (days) 1.9 1.8 0.8
Installation intervals -
completed (daYs) 1.9 1.8 0.8:
Percentage missed
appointments 0 0 1.7..

~»)'.)!l '. I .j'

SOP 37%
FACS 38%
WFA 89%

Because they follow a distinctly different process from other wholesale/retail orders, we
addressed UNE-Ioop conversions separately. The activities associated with a hot-cut
are SUbject to state Commission requirements resulting from arbitrations that the
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company complete the hot-cut in one hour and that the end-user not be without
originating service for more than 5 minutes. We therefore evaluated performance )
relative to the defined criteria. OUT review of specific performance metrics indicates that
the provisioning process for unbundled loops meets these criteria. Year-to-date
through September 1997, the company had completed 91 % of unbundled loop
conversion orders on time, 88% of the new unbundled loop order on time, and 96% of
the interim number portability (INP/RCF) on time. This met the company's standard
of 80-85% for these order types.

We analyzed the capacity of the work centers involved in the UNE-Ioop provisioning
including the New York CATC (which coordinates the order and hot cut, and is
dedicated to UNE-loop work), the RCMAC (which updates software in the switch~s),

and individual central offices (where CLECs have collocated switches). Based on
interviews and time and activity studies, we determined the company's capacity for
processing UNE-Ioop conversions.

Our capacity analysis distinguished between the company's region-wide (BA-N) UNE­
loop provisioning activities <at the CATC and RCMAC) and the capacity of central
offices.

Our estimate of CO lay-in capacity is based on information obtained from interviews as
well as time and activity studies conducted during live production at five metropolitan
COs of different sizes. At the largest CO, our studies revealed that a team of
technicians can lay-in approximately 48 lines per day per 8 hour shift. At a smaller CO
that is likely to receive more residential orders, our studies indicate a team can
complete 128 lay-ins per day. Therefore, the capacity at any given CO is between 286
and 760 Jines per day. .

Based on interviews and our observations, a CO technician can perform an average of
50 hot-eutsper hour which translates into 1050 lines per day. This assumes that a
technician is dedicated solely to wholesale orders, works 7 hours, and that there are
three shifts per day. As to disconnect orders, a tech can complete at least 9 per hour
on average or 369 per dayI again assuming a dedicated technician working 7 hours and
two teams of three shifts. Accordingly, the number of lay-ins dictates the capacity of
the CO. See Exhibits F-6a and F-6b for details of the tracking, resultant data and
calculations of capacity at each center.

The RCMAC can complete approXimately 30Sline translations per day. Although the
RCMAC currently employs only 4 translation attendants that are dedicated to UNE-Ioop
conversions, there are hundreds of qualified translation attendants region-wide, many
of whom could be reassigned should UNE-loop conversion order volumes increase.
Therefore, assuming the company reassigns translation attendants as required, the
RCMAC should not be a constraint in meeting UNE-Ioop conversion volume increases.
The time and activity studies conducted at the CATC indicated a capacity to process
about 396 lines per day. However, as with the RCMAC, the constraint at the CATC
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relates to the number of trained personnel, which currently is 12. Assuming the
company redeploys other trained personnel from within the company, it could meet
UNE-Ioop conversion volume increases.

While our analysis considered UNE-Platform orders, the Company has recently decided
not to offer UNE-Platform. Based on our understanding of the process that the
company will use for local switching, it will connect directly to a ClEC cross connect
point with feeds from the main distributing frame and to the switch ports. As is the case
with UNE-Ioops described above, the capacity constraint for loops and ports
provisioned together is the laying-in of cable at the central office. At any given office,
the amount of lay-in work associated with orders for loops and ports provisioned
together is approximately twice that of a UNE-Ioop. Therefore, if a central office were to
perform only those lay-ins necessary for the provisioning of loops and ports, its capacity
to provision loops and ports together would be roughly half that of Its capacity to
provision UNE-Ioops: Therefore, we would estimate that the daily capacity for
provisioning loops and ports in combination is between 143 and 385 lines per day per
central office. Because of the way the company intends to provision this service, there
should not be any capacity constraints at the RCMAC or CATC.

G. Detail of BILLING ANALYSIS

Objective

The purpose of the billing analysis was to evaluate the ability of the company to
capture and provide CLECs with accurate wholesale usage data in a timely manner.
We did not evaluate the accuracy of the wholesale bill or the amounts charged for each
service or product type.

Current Situation

Customer billing comprises the accumulation, rating and invoicing of usage and
recurring and non-recurring charges. In order to enable ClECs to bill their customers,
SA-NY supplies ClECs with usage information for all switch- based wholesale
customers (inclUding resale and certain UNE) on a daily basis. BA-NY also provides
CLECs with a monthly bill for the wholesale usage, recurring and non-recurring based
charges payable by the CLEC for the network infrastructure utilized in providing the
local telephone service to the wholesale customers. It is the ClEC's responsibility to
generate recurring and non-recurring charges based on the customer's prodUcts and
services, combine it with the usage charges and bill the end customer.

BA-NY uses existing systems to accumulate and provide ClECs with the usage billing
information. However, additional functionality had to be added to the billing applications
to accommodate the billing of non-recurring and recurring charges to ClECs, as well as
to produce the wholesale bill. Additional functionality was added to the CRIS
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(Customer Records Information System) and CABS (Customer Access Billing System)
applications to accommodate both resale and UNE billing. Exhibit G-1 provides an
overview of the billing systems flow for resale and UNE wholesale customers.

Resale Billing

AIJ calls (both retail and resale) are recorded at the central office switches. Once a day,
the call records are sent to SA-NY's data processing centers, either electronically or
physically via data tape.

In the data center, all records are processed by the AMAIMCRIS (Automated Message
AccountinglMessage Customer Records Information System). AMAIMCRIS rates,
when appropriate, the call records, converts them to the Exchange Message Record
(EMR) format and creates the EMR file. The EMR file contains both rated and non­
rated usage for all reselter telephone lines processed by SA-NY during the day's cycle.
Each CLEC receives an EMR file on business days with all the usage recorded for each
of their resale customers. Depending on the type of switch, usage records are provided
within either four or seven business days after the call was mad~. The usage records
for SA-NY local, regional, and IntraLATA calls are not rated. Only Information Provider
type calls placed to outside services (such as those that offer time and weather
information) are rated on the EMR file.

Usage information is also used in creating the wholesale bill. After creating the EMR
file, AMAIMCRIS sends the usage information to the BCRIS (Billing Customer Records
Information System) application. BCRIS matches it with the relevant customer billing
detail from eRIS, calculates the appropriate surcharges and taxes for the entire
account, applies payments, and discounts selected items such as Directory Assistance
or Business Link usage. The billing information is held in BCRIS until the end of the
billing period when it is released to CABS for wholesale bill creation.

After receiving the billing information from BCRIS, the CABS application generates the
applicable recurring and non-recurring charges and creates the reselter bill. The
wholesale bill is sent to CLECs either electronically, on tape, or CD-ROM. Resellers
receive ten monthly bills, one for each of the ten billing periods in the month, covering
all reseller customer accounts.

The wholesale bill contains the total BA-NY charges with a breakdown by sub-account.
Charges for ancillary services are billed separately to the CLECs administrative
accounts in the first billing period of each month.

Unbundled Network Element Billing

Billing for most unbundled network elements is done through the CABS application.
Recurring charges for Unbundled Interoffice Transmissions Facilities (IOF), Collocation,
and SS7 unbundled elements are billed directly in CABS.
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The billing process for usage for unbundled local switching, ISDN and Centrex is similar
to resale billing. As for resale, AMAIMCRIS creates the EMR files to provide the usage
information recorded by SA-NY switches to the CLECs. The main difference occurs in
the transmission of billing usage information from AMAIMCRIS to CABS. Usage data
for UNEs does not pass through the BCRIS application, but is sent directly by
AMAIMCRIS to CABS.

The CABS application calculates the usage based charges, as well as the relevant
recurring and non-recurring charges. It matches the charges with payment and
adjustment transactions to calculate the outstanding balance, and produces the
wholesale bill. UNE wholesale bills are sent to CLECs once a month.

UNE loop service is not switch based, and therefore does not generate any usage
records. The applicable charges are generated by the BCRIS application, and follow a
very similar path to resale customers.

For the month of JUly 1997, BA-NY billed 27 CLECs for almost 14 million call records
and recurring charges. Year-te-date through the month of July, the company billed
CLEOs for more than 58 million call records and recurring charges, and created 182
EMR tapes. .

Approach

To assess the company's ability to accurately capture wholesale usage data, we
compared the process for collecting wholesale and retail data, and conducted stand­
alone usage tests. The usage test involved placing calls over 14 test lines comprised of
six resale, six UNE-platform and two retail lines. We made the following types of calls
from the test lines:

,. Local intraSwitch
2. Local interSwitch
3. Local toll
4. 1-800
5. IXC-Out
6. 0+ collect
7. 0- operator assist
8. Phonesmart dial-back
9. Information Provider calls (976)
10. Directory Assistance with call completion (DACC)

In addition, we made long distance calls from the state of Pennsylvania to the
wholesale lines. The calls were made to test BA-NY's ability to capture and provide
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CLECs with access-type usage records for unbundled local switching, Usage data was
captured for all calls as part of the normal course of business. We reviewed the ')
accuracy of the usage data, comparing the test script with the call records on the EMR
files (one each for resale and unbundled local switching).

We also obtained historical statistics measuring the timeliness of SA-NY's delivery of
daily usage records to CLEes. The standard for providing usage records is as follows:

• within 3 business days for calls recorded by switches with teleprocessing
• within 6 business days for calls recorded by switches without teleprocessing.

Results

The results of our usage accuracy analysis identified no exceptions. The usage files
generated for both the resale and UNE wholesale accounts, reflecting the details of the
test calls we made, were compared to the schedule of test calls. All test calls appeared
accurately on the usage file. See exhibit G-3 for test results.

Additionally, our review of the historical performance of usage data delivery timeliness
shows that SA-NY meets its standards. For September 1997, the company delivered
usage data within three business days more than 99% of the time. Details of the
timeliness of usage data delivered to CLECs are set out in exhibit G-2.

H. Details of MAINTENANCE AND REPAIR Analysis

Objective

The objective of our maintenance and repair analysis was to determine the level of
commonality between wholesale and retail trouble tickets processing and to evaluate
the systems' relative performance. Additionally, we evaluated SA-NY's systems
capacity utilization to process wholesale trouble tickets at expected 1998 levels.

Current Situation

The maintenance and repair process has two separate but interrelated components.
.These are the trouble reporting or front-end systems and the trouble resolution or back­
end systems. The SA-NY retail front-end interface is known as STARREP. The CLEC
maintenance and repair front-end is called RETAS (Repair Trouble Administration
System). These electronic interfaces provide access to the back-end operational
support systems supporting maintenance and repair. Additionally, SA-NY provides a
manually coordinated front-end process to support maintenance and repair for UNE
trouble reports. Exhibit H-1 provides an overview of these prCicesses.

The Web-based RETAS interface supports the maintenance process for a wide variety
of order types, although there is no current production usage for UNE orders. RETAS
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·and STARREP provide similar functionality to users (see Exhibit H-2 for a listing of
functions supported by each interface). In particular, both systems support testing the
line for trouble, creating a trouble ticket, modifying a trouble ticket, closing-out a trouble
ticket, manually overriding the system to request the dispatch of a technician, and
accessing trouble ticket status and history. RETAS interfaces with all the same back­
end systems as STARREP uses to perform the maintenance and repair taskslfunctions.
Six trouble transaction types are presently available for each system including: (i) Test,
(ii) Create Transfer, (iii) Status TrOUble, (iv) Modify Trouble, (v) Request Cancellation of
Trouble, and (vi) Trouble Report History.

RETAS currently processes approximately 1,800 trouble tickets per month, which is
approximately 0.5% of the total 366,000 retail trouble tickets per month processed
through STARREP.

Upon receiving a trouble report from an end user and determining that the problem may
be in the local loop, the CLEC service representative creates a mechanized line test
(MLT) request in RETAS. SA-NY's loop maintenance operating system electronically
tests the line and displays the results on a separate MLT respol1se Web page. MLT is
the same CSS that is accessed directly by a BA-NY retail representative. RETAS
automatically determines the circuit type, geographic region and destination for the
CLEC representatives, whereas SA-NY representatives must make these .
determinations and manually select the MLT service. If there is a problem detected in
the local loop, the CLEC service representative can then create a trouble ticket request
in RETAS. SA-NY processes this request and provides a trouble ticket confirmation
number. An appointment date for the end user is then returned to the CLEC service
representative on a trouble ticket response page. To check the status of a trouble ticket.
the ClEC service representative creates a status request and receives thes~tus on
the corresponding status response page. This request/response environment is
consistent across all of the RETAS functions.

CLECs are also able to modify a pending trouble ticket or close out a pending trouble
ticket. Changes to a trouble ticket result in a subsequent report being forwarded to a
ClEC. CLECs have further functionality to view the three most recently reported
trouble tickets on line by generating a Trouble Report History.

For all six transactions noted above, RETAS prOVides the CLEC with additional
automatic functionality whereas the SA-NY representative must manually perform these
functions.

Although SA-NY has enhanced the functionality of RETAS to support UNE-Ioops and
most other UNE's, it is not currently utilized by the CLECs to support unbundled loop
maintenance. Trouble reports for unbundled loops are handled manually by a team of
SA-NY service representatives and technicians. The service representative receives a
trouble report from the CLEe and enters it directly into the Work Force Administration
Control System (WFAlC). A technician coordinates all testing and repair, and
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Approach

Our review of the processes began with interviews of management and staff and
reviewing methods and procedures, and where available, historical performance data.
Because there are different interfaces for the retail and wholesale systems, we
segmented our analysis into two parts in order to understand the front-end and back­
end processes separately.

Our analysis of the distinct front-end processes focused on evaluating similarity of
performance. Since the front-end electronic repair interface (RETAS) is different from
that of retail interface (STARREP), we tested the degree to which the system's interface
design affected the time required for an end-user to report line trouble to a CLEC. To
evaluate this time, we measured how long a customer service representative spends on
each system performing the same two front-end functions: first, the time it takes to
perform the mechanized line test and second, the time it takes to create the repair
order. We planned and observed the execution of a processing time stUdy, which
selected a total of 20 trouble reports per system and captured the total system
interaction time during an end user trouble report phone call.

We also evaluated the functionality of the wholesale (RETAS) and retail (STARREP)
system interfaces to determine if they are similar. Since UNE orders currently do not
pass through RETAS but instead rely on a manually intensive front-end process, we
also evaluated the functionality of this manual process.

Our analysis of the back-end focused on comparability and common use of the
process. For the back-end we mapped the processes that BA-NY uses to maintain and
repair Resale and UNE services. We then compared the wholesale process for
maintenance and repair to the retail process for similar products and services. We also
selected ten resale and ten comparable retail trouble tickets representing the most
frequent trouble types experienced by BA-NY. These trouble tickets were then followed
through the process to determine whether the wholesale and retail orders were
processed by the same systems. To supplement our review of the process, we
evaluated performance using wholesale and retail performance metrics.

The metrics used to measure the performance of wholesale maintenance and repair
focus on the RETAS systems response times for six transaction types, the frequency of
troubles reported, the timeliness of resolving troubles and the extent to which 'resolved'
troubles require further repair within a thirty day period.
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Results

The results of our maintenance and repair analysis show that the front-end wholesale
and retail system interfaces provide similar functionality and that, on average,
wholesale and retail troubles are resolved in similar time frames. In addition, the test of
wholesale vs. retail processing by the back-end systems indicate that they use the
same systems.

Our review of the front-end process shows that the combined system interaction time
for the mechanized line test and trouble ticket creation is approximately 178 seconds
for RETAS (wholesale) compared to 162 seconds in STARREP (retail). The difference
of 16 seconds is less than 10% of total system interaction time. Exhibit H-3 details the
comparison of interaction times by activity.

As discussed above, in many instances we found RETAS to have more functionality
than STARREP. Additionally, based on discussions with an operating CLEC and
internal SA-NY interviews, we found that training for RETAS required less time
compared to STARREP. According to the company, training for RETAS takes 2 days
compared to approximately 2 weeks of training for retail representatives using
STARREP. -

To test the back-end processes we selected five common trouble types and traced
them through each system using the company system audit trail reports. As Exhibit H-4
shows, the same systems were used in the same sequence.

Historical maintenance and repair performance metrics are detailed in exhibits H-5a
through H-5d. Various aspects of system quality were evaluated by comparing the
individual components of the overall trouble report rate. We used network trouble report
rates for our comparison of retail and resale, and combined central office and loop
trouble rates for our retail to UNE loop comparison. Network trouble report rate
showed no significant difference between retail and resale. For the last three months,
the average network trouble report rate for retail was 1.5%, compared to 0.9% for
resale. Combined central office and loop trouble report rate also showed no significant
difference between retail and UNE loops. For the last three months, the average
combined central office and loop trouble report rate was 0.5% for UNE loops, 0.9% for
resale and 1.5% for retail.

Repair accuracy and effectiveness was evaluated by comparing repeat trouble calls
within thirty days. Historical data for this measure showed that there was no significant
difference between retail and wholesale. The average repeat trouble call rate for retail
over the last three months was 15.8 %, compared to 15.0 % for resale and 1.3 % for
UNE loops.

Repair timeliness was evaluated by comparing wholesale and retail mean time to repair
(MTIR) values. Historical data for this measurement also showed that there. was no
significant difference between retail and resale MTTR. However, there was a larger
difference between retail and UNE loops. The average MTTR rate for retail over the
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last three months was 24.6 hours, while the average MTTR rate for resale was 19.6
hours and for UNE-Ioop was 16.8 hours.

Another measure of repair timeliness was evaluated by comparing the percentage of
missed repair appointments across retail and wholesale. This measure showed that
the average percentage of missed C. O. repair appointments for retail is actually higher,
over the past three months, than the percentage for either resale or UNE-Ioop. The
measure also showed that the percentage of missed loop repair appointments for retail
over the last three months was 12.2%, compared to 13.3% for resale and 21.4% for
UNE- loops. However, UNE-Ioop missed appointments declined in September to
14.6%.

The RETAS application forms part of DCAS and runs on the same hardware and
. systems architecture as the DCAS pre-order and order functionality. Therefore, the
RETAS system capacity has to be assessed in combination with the rest of DCAS.
During the end-to-end test the DCAS system processed high volumes of pre-order and
order transactions, but only current production levels of repair and maintenance
transactions. However, the system utilization statistics collected during the test (See
exhibit E-9) indicates the availability of spare processing capacity for the processing of
maintenance and repair transactions (MLT test and trouble tickets). The maximum
DCAS system utilization factor during the peak day end-ta-end test was 66%.

UNE-Ioop maintenance requests are currently managed independently of RETAS.
Based on our review of the company's M&R staffing levels, we estimated that SA-NY
currently has the capacity to manage approximately 2,646 manually coordinated repair
calls per month. For 1997, the historical resale trouble report rate averaged 2.86% per
month. Assuming the same average trouble report rate, the company has the
capacity to support (2646/.0286) or 92,517 switched voice grade access lines at
current staffing levels. This is greater than the company's projected 1998 UNE loop
customer base of 85,000 (See Smith affidavit). Exhibit H·6 shows the detail of the M&R
capacity calculations.
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HADDAD - MAGUIRE/ALBERT

know t the planning that we dOt the work that is done

really relates to total demand for many services that

will traverse the particular type of cross-connect.

i', Q Let me repeat my question. It really is,

has Bell Atlantic done a study or surveyor analysis

i, to determine whether or not there is room on all of

'/ the MDPs in its various central offices to

H accommodate substantial growth in the terminal blocks

9 that are going to be needed if there were widespread

iO use of this collocation arrangement?

i1

12

A

response.

(Albert) Let me go back to my previous

The demands that we have for all of our

13 other internal purposes and services are still much

14 greater than the demands that we're experiencing or

15 we would reasonably expect to get for collocation.

16 So if we're having shortages in an office, I mean

17 we're after doing something for that office based on

18 increasing capacity to provide services for our total

19 purposes.

20 Q Wellt is the answer to the question that I

21 asked you nOt we haven't done that specific study at

22 this time?

23 A (Albert) My answer is we wouldn't do that

24 kind of a study because it wouldn't make a study like

ALBANY REPORTING CO.
""v 11::10\ "l0"1_Q'70Q t:'7\V 1C::1Q\ ':1Q")_Q'7Q1
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1 that. We don't plan to build the job and grow the

2 network and manage it that way.

3 Q Do you have MDFs that are largely exhausted

4 right now today in materials of their capacity to,

5 say, absorb an increase of ten percent in the number

6 of terminal blocks?

7 A (Albert) I would say ten percent there

8

9

.0

might be some. I wouldn't be comfortable giving you

4ff the top of my head.

!
Q What if I said 20 percent? Would there be

11 more probably than ten percent?

12

13

A

Q

(Albert) Yes.

Is that something that we could make a

l4 record request, how many MDFs could--

l5 A (Albert) No. Man, you're talking for

16 hypothetical increase like that, that's a lot of work

17 to calculate that.

i8 Q Let me ask you this, are you aware of what

L9 percentage--what the largest market share percentage

20 of the long distance market anyone carrier has?

21

22

A

Q

(Albert) No.

Would you accept for purposes of this

23 question that no carrier has more than 50 percent

24 share of the long distance market?

ALBANY REPORTING CO.
VOX (518) 382-9789 FAX (518) 382-9791
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III May 1, 1998 10:11 a.m.
[21 PROCEEDINGS
[3J MR. LEVV:Good morning. This is the
[41 consolidated arbitrations,BellAtlantic
and [SI Sprint, MCI, AT&T, Brooks Fiber,
and Teleport. The [61 main topic for
today's hearing is the issue of [7J wr
bundled-network-element provisioning,
which comes (8] outofan orderissuedby
the Department on March [91 13th,1998,
in which the Department requested [101
parties to resume negotiations to see
whether Ill] resolution of the issue of
UNE combinations could 1121 be agreed
upon and report back regarding the
status [131 of those discussions.Based on
the reports back, [141 it was determined
that it would be appropriate to (lSI enter
an evidentiary phase ofthis proceeding.
[16] Sitting with me today are 117] Com­
missioner Paul Vasington and Joan Fos­
ter Evans, )181 from the legal division of
the Department.
1191 First on a sch~duling issue regarding
[201 OSS/NRC rebuttal testimony sub­
mitted by Bell [211 Atlantic: The parties
have met informaUyand have [221 revised
the schedule for that testimony. [231
Information requests will be due from
the CLECs to [2"1 Bell Atlantic on May
19th, responses from Bell
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[11 Atlantic by May 29th, and hearings
scheduled at (21 which the Bell Atlantic
witnesses will be examined 131 on June
9th and June 10th.
[41 Let's startwith today's proceeding. [SI

We've had a nur.mer of submissions by
the parties. [61 We'll mark them as we go
along. Let's start first (7] with Bell Atlan­
tic. Mr. Beausejour?
{SI MR. BEAUSEJOUR: Good morning,
Mr. (91 Levy. On April 17th Bell Atlantic
filed its [10] position statement pursuant
to the Department's {l11 directives in this
matter.Today we have four (121 witnesses
who are available to answer questions
[131 concerning the position statement.
They are Paula 11") Brown, Amy Stem,
Donald Albert, and Bryan [lSI Kennedy.
116] I would like to have them appear as a
[17) panel. I think that would be the most
efficient (lSI way to go about that. Three
of the witnesses have 1191 brief opening
statements they would like to make.
[201 So at this point I'd mark the Bell 1211
Atlantic position statement as Bell Atlan­
tic Combo (221 Exhibit No.2. We had

. - -. .

[241 MR. LEVV:Fine.We'll call that

Page 6

[1) Bell Atlantic Combinations 2,and this
is the April [21 17th submission by the
company.

[31 MR. BEAUSEJOUR:That's correet.
[4] (Exhibit Bell Atlantic Combinations 2
[SI marked for identification.)
[6] MR. BEAUSEJOUR: I now ask that the
171 witnesses go to the conference table
at the front [81 of the hearing room.
[91 PAULA L. BROWN, AMY STERN, [101

BRYAN KENNEDY; and DON ALBERT,
Sworn 1111 MR. LEVY: Could we have
everyone's (121 name in order.
[HI WITNESS BROWN: Paula Brown.
[141 WITNESS STERN: Amy Stem.
[lSI WITNESS KENNEDY: Bryan
Kennedy.
(16) WITNESS ALBERT: I'm Don Albert.

[171 MR. LEVV:And perhaps JUSt for the
{lSI record you could each state what
your position·is [191 with the company. 1
know these things change over (201 time.
We want to stay up to date.
[211 WITNESS BROWN: My name is Paula
L. [22J Brown. I'm vice-president, re­
gulatory, for Bell [231 Atlantic.
(24) WITNESS STERN: My name is Amy

Page 7
[11 Stem. I'm director of product man­
agement for [2J unbundled wholesale
elements.
[31 WITNESS KENNEDY: Bryan Kennedy,
[41 CON-X Corporation, vice-president,
client [SI services.
[61 WITNESS ALBERT: And my name is
Don 17\ Albert. I'm network service!
directorofcocamer (SI implementation.
(91 MR. LEVY: Thank you.
[101 MR. BEAUSEJOUR:Thank you, MI
[l1J Levy. Ms. Brown will be the firs!
witness to have [121 an opening statem
ent.
\131 WITNESS BROWN: Good mornini
As I \141 stated,I'mPaulaL.Brown,and1'0
vice-president [lSI for regulatory for Bel
Atlantic -Massachusetts. (16, I've testifiel
before the Department in numerous \1'
proceedings and in this arbitration. I'll
here (181 today to respond to the quel
tions about the (191 company's positiol
statement regarding UNE access 1201 tl12
was filed with the Department on Apr
17th.
[211 The company's position statemet
(221 contains a comprehensive propos
that has two [231 prindpal parts. Fin
although the company is [24' not !'I

• _...I t..... __ ...:L._ ... _ • ....: __ Yor..1"1:!'... ~
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!II coming into the device. It is available
on the 12) market.It is in service currently,
with two (3) independent telephone
companies, a site in each 14) one, and an
outside cross-boxapplication within a I~J

regional Bell operating company.
(6] Q: So are you suggesting there are
three of [7] them installed right now?
(8) A: [KENNEDY) No, there's actually a
total 19] of11 robots currently installed.It
is a new 1101 technology. The reaSOn
there's technically not Ill) more dep­
loyed is thatwe've beengoingthrough a
(12) lengthy process of Bellcore com­
pliance testing with 113] the product, as
well as all of our patent 1141 protection
and so forth. So it is now at the point 115)
where it has completed the Bellcore
testing,it'S (16) completedfield trials with
these various (17) customers, and it is
ready for deployment.
(18) Q: If 1 understand the machinery
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(II your judgment to provide us, not
necessarily a [2) representative sample,
but, let's put it this way, 13] an interesting
sample.
14) A: [BROWN} How about a range,
caseswhere 1~1one mightbe encouraged
to use UNEplatformsand 161 cases where
one might not, give you a full range, (7J

with different classes ofcustomers in it.
181 Q: That would be good. And I think
mainly 19] we'dbe interested inthe urban
and metro zones in (10) particular.1think
for purposes oftoday's (11) hearing, we
can put aside rural.But ifyou want [121 to
do a suburban one ortwo,that would be
fine, (131 also.
(14) A: [BROWN) Okay.
11~) (RECORD REQUEST.)
[161 Q: Mr. Kennedy, you've been pat­
iently (17J sitting there. I have a couple of
questions for \181 you, which are as
follows.
[191 Tell usa little bit moreabout your 1201
equipment. Is this equipment currently
(211 commercially available?
122] A: [KENNEDY) Yes, sir, it is. It's a 1231
metallic automated cross-connect sys­
tem that places 124) a physical metallic
connection between two pairs

understand it.
118] Q: Would it be possible for you to
provide [l9] us, say, three or four or five
examples of Bell 120] Atlantic's view of
the arbitrage potentialfor 1211 services in
MassachusettS?
(22) A: [BROWN] Sure. I'd be glad to do
that.
1231 Q: Let's make that Record Request 3.
I 124) guess what I'd look for there, and
really rely on
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\11 A: [BROWN} It probably would chan·
ge our (21 position. It would depend
obviously on the glue (31 charge and the
length and the time period involved.
(41 Q: In your judgment, how would we
go about I~I calculating the relevant glue
charge in (6) MassachusettS?
17) A: [BROWN} I think there are a num­
ber of 181 different factors you'd need to
look at. You'd (9) need to look at time
periods. You'd need to look 110) at
exclusions. The combinations in New
York, the 1111 UNE platforms - we
shouldn't call them [121 combinations,
because there are lots of 113) com­
binations.The UNEplatformsare limited
to [141 specific classes of service and
customersand (l~llocations.Sothere are
time limitations, 1161 geographic lim­
itations, and zone differences, as I 1171

111 record.
12] Q: I have a few more questions, Ms.
Brown. 13) In the NewYorlc agreement, I
believe there were 14) some glue charges
as part of that agreement. Am I I~]

correct?
16) A: [BROWN} Yes, there are.
[7J Q: Would you be able to tell us how
those (8) were derived?
19] A: [BROWN} I honestly don't know
exactly [10] what the calculations were
behind those.
[u) Q: I guess I'm asking: Was there a 1121
calculation, or was this basically a nego­
tiated 113] number, or don't you know?
(141 A: [BROWN) I don't know.
[151 Q: Could we have that as Record
Request [161 Combinations 2, please, the
derivation of those (17) glue charges.
(18) (RECORD REQUEST.) .
[191 Q:Just so I understand the com­
pany's (201 position in Massachusetts
more clearly: If there 121) could be glue
charges for UNE combinations in 122)
Massachusetts that would eliminate the
arbitrage 1231 possibility BA - Massa­
chusetts, would that change (241 your
position on providing such com­
binations?

capacity, (141 run out of space.

115] Q: That was not a security issue.

116] A: [ALBERT) Not that piece. In that
case (17] ·crap out" was the technical
term. But it'S we (18) run out.

119] Q: I just wanted to be clear on that.
120) (Laughter.)
12l) MR. LEVY: Let's take a ten-minute 1221
break.
123) (Rece~s taken.)
(24] MR. LEVY: Let's go back on the

Pege60
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(II setup that we would use for all CLECs,
and it would (2) accommodate additional

--CLECs over time wanting to [3) combine
in that fashion. One ofthe fears I have 14)
with the put-it·right-on-our-frame, bes­
ides the (~I fact that it will crap out our

·-frames,is the fact (61 that not every CLEC
is going to be there at day (7) one,and as
you have them coming in over an
amount 18) oftime,the places throughout

-the frame that you (9) locate the blocks
are going to get things, you \101 know,
'llore messed up.
III Q: Can 1 understand a little bit what

··)'ou [12\ meanby the vernacular "crapout
our frames"?

131 A: rALBERT] Exhaust, run out of ----'-__.--:........:;:,=.;.~:::.:;;:~;.:..:~~::.:...=:.::...:....::::.::.::::.::::::::....::::.:::.....:.::===.:::.:L
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III opposed to loop and local serving
switch that you (21 mentioned.
131 Q: Also earlier, Mr. Albert, we were

_talking (4) about the third·party access
concept that you (5) suggested has sec­
urity problems, labor problems, 16) and
accountability problems, and 1 under-

-stand your 17) point on that. I also
understand what you're [81 proposing as
an assembly type ofcollocation (9) arran­
gement.Have you considered a cageless

-\101 collocation arrangement in which
the ':LEC's [11] terminating equipment is
on the same rack as Bell [121 Atlantic's
terminating equipment?

-\13] A: [ALBERT} Like on Bell Atlantic's
main [14\ distributing frame?
[151 Q. Yes.

'-{161 A: [ALBERT] Yes, that was one that
we [17\ looked at. You're stin going to
have some of the 1181 security problems
that you'd have for the third- (191 party

·· .....ccess. You're also going to have a
greater 1201 number of blocks on Bell
t\tlamic's frame, which is 12l) going to
clog up, potentially, a number of our 122)

-lran es and use those up faster.
1231 The assembly room I think providesa
124) better arrangement, in that it'S a
standardized

serving arrangement that we (14) also
would use to provide that.

- U51 Q: This is not a trick question. I'm
really 1161 just trying to understand. In the
case of normal [17] exchange service,the
loop would be switched at the (l81·local

- central office; correct?
\191 A: [ALBERT] That's right.
120\ Q: It would not be transported to

-·anothefl211 centraloffice to be switched
there.
(22J A: [ALBERT) That's correct. This is
for (23) services where we are con-

- figuring them byputting 124) togetherthe
combination loop and transport, as
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(l9] Q: On one of the times when that
Nould be 1201 done electronicallyand on
I flow-through basis for [211 Bell Atlantic,

-if the new customer purchased 1221

semce from a CLEC, identical service,
md the (231 CLEC chose to provide that
;ervice through [241 unbundled network

--elements purchased from Bell

(22) last -C in RCMAC?
(231 A: [ALBERT] -Center.·
1241 Q: Would you descr-")e the recent­
change
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III functionality in Bell Atlantic's existing
operating 121 support systems?
(31 A: [ALBERT] The recent-change fun­
ctionality 141 is the method for defming
instructions to the 15) switch of how a
switched'line will operate. You 161 spec­
ify the features thatwillbe onthat line. iii
Will it have caU-waiting? Will it have
three-way 18) calling? Will it have speed
calling?You specify 191 the type ofcalling
privileges that itwill have, [10) the calling
area. You specify other dialing Ill) in­
structions,different typesofblocking­
for 1121 instance, for 900.You specify the
class of [13) service: Is it a flat rate? Is it a
measured? [141 You specify the type of
recordingthat will be done [15l for billing
purposes. You specify the PIC, the (16)
interexchange carrier. All the different
1171 switch-related features, functions,
and parameters 1181 associated with that
line are established through [191 recent
change, which is setting up the instruc­
tions (201 and the messages to defme how
that switched line (21] will work.
122l Q: This is an operating support sys­
tem which (231 performs those functions
by software-driven (24J procedures; cor­
rect?

Page 172

(lJ A: [ALBERT] Bypeople.You know, it's
[21 people talking through a terminal to
the switching !3J machine. Now, the
systemitself,there are further 14\ degrees
of mechanization that are set up that are
a lSI part of that process. There are
checks that are 161 madeand routines that
are run to the instructions (71 that the
human being inputs fron the terminal.
(8) Q: The recent-change process dete­
rmines 191 which switch functionalities
are available on which [lolline. Is that an
accurate statement?
(llJ A: [ALBERT] Yes.
(l2J Q: So when a switch port has a line
(13) connected to it, the recent-change
process dictates (14) which ofthe switch
functions are available to, (l51 accessible
to that line?
1161 A: [ALBERT] It would take the loop
that's 1171 connected to the switch,and it
would say here are 1181 the features and
the functions that will be placed (19J on
that dial-tone service.
(20) Q: And the recent-change process
permits (21) Bell Atlantic to essentially
disable aU switch (221 functionalities from
a particular line?
(231 A: [ALBERT) To disable and change,
yes.

124) Q: And you can't using recent chan­
ge
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III physically disconnect a line from a
switch; 121 correct?
(31 A: [ALBERT]That'swhatlwasgetting
at. 14) The recent change has nothing to
do with (51 disconnecting the loop from
the switch or with 161 connecting the
loop to the switch. It's purely 1iJ es­
tablishingthe features and the functions
of the 181 switch that are already con­
nected to that loop.
191 Q: And if you thought of unbundling
in terms 1101 of not physically dis­
connecting a loop from a Ill) switch but,
rather, as disabling the switch 1121 fun·
ctionalities from that particular loop, in
that 1131 sense recent change can, if you
accept my sense of (141 unbundling - in
that sense recent change can (151 un­
bundle a switch functionality from a
lOOp. (16) Correct?
(171 A: (ALBERT] Iguess I would disagree
and (181 not accept your definition of
unbundling.
119) Q: I know you would not, but for
purposes of (20J my question, if you
accept that - and I'm not 1211 suggesting
that you do. But if you accept that, 122)'
that's an accurate description, is it not?
[231 A: [ALBERT] Again, I don't think so,
[24) because I don't think you were using
that to
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(Il unbundle. To me, unbundling is sep­
arating the loop (2) from the switch. If
you've still got the loop 131 connected to
the switch, it's not unbundled.
[4) MR. LEVY:Just so I'm clear, this lSI
RCMAC - what you're saying,Mr.Jones,
and I guess 16) you would like to hear Mr.
Albert say, is that that 1iJ functionality,
that 055 can be used in essence to 181
disengage, as opposed to unbundle ­
disengage the 19) switch functionality
from the loop functionality.
(10] WITNESS ALBERT: NO,lwouldsayit
(11) does not disengage those two fun·
ctionalities from [121 each other. It will
change the switch 1131 functionality. It
will turn offthe switch (141 functionality.
But it doesn't disengage it from (l51 the
loop.
(16J MR. LEVY: Can it act so that there 1171
is no switch functionality that is being
usedby 1181 that loop;inotherwords,tum
off the switch (l9) relative to the loop?
(201 A: [ALBERT] Yes, it can turn the
switch (211 off, yes.
(22] MR. LEVY: I was using the word 1231 ­
disengage" in that way. I'm not saying
physical 124) disengagement. I'm saying it
can make it appear as
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[IJ though there's no switch attached to
that loop, in [2] terms ofwhat the loop is
able to accomplish.
13\ WITNESS ALBERT: Ask me that
question (4] again?
('51 MR. LEVY: Is it smart enough to tum
[6\ off whatever electronics and CPU
capacity exists in I7l the switch so that
the loop basically can't (81 function as a
loop?
19) WITNESS ALBERT: I'd say the loop
110j still functions as a loop. It will shut
dial tone Ill) off.
!l2) MR. LEVY: Then you just have a wire
!l31 in the ground; right?
(141 WITNESS ALBERT: It's still a loop.
[1'5) MR. JONES:A dead loop.
(16) MR. LEVY: It's physically attached
1171 to the switch, and dial tone can be
turned on !l8} again. But if I'm under­
standing the point of Mr. !l9} Jones's
questions, it's that it's possible to use (20)

that OSS to make the loop unfunctional
carrying [211 information.
(22) WITNESS ALBERT: I don't know if I
[231 would go as far as to describe it that
way. I'd (241 say you would take the dial
tone off it.You
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[11 haven't made the loop dysfunctional.
121 MR. LEVY: I said ·unfunctional."
131 WITNESS ALBERT: You haven't
made it 14J unfunetional. The loop is still
capable of doing ['5) what it does; it just
doesn't have any dial tone 16\ hanging on
it.
171 MR. LEVY:We could also attach a can
18] to each end of it.
19J WITNESS ALBERT: That may be
where (101 we're heading.
(111 (Laughter.)
[121 Q: What functionality does a loop
have !l31 without dial tone? What can a
customer do with (HI it?
[1'5) A: [ALBERT) Transport. Nonswitch
special 1161 services is a petfeet example.
You can do lots of 117] things with a loop
without dial tone.
(181 Q: Dedicated transport.
[191 A: [ALBERT] Yes.
{20] Q: What functionality does a stan­
dard, (211 residential-service loop have
when a customer has (221 moved out ­
strike that.
1231 When a Bell Atlantic customer moves
1241 out, a residential customer, whatever
usual
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(I] configuration you have serving that
customer, one [2) of the things that Bell
4..,.J~nf'f", rll"\,a~ nn:nr ic tn (:t1 I...~vp 'pft.in nr

soft dial tone to that end-use {41 space;
isn't that correct?
(51 A: (ALBERT) Sometimes.
{61 Q: And that is a recent-change funct­
ion by (7J which that is done; is that
correct?
(8] A: [ALBERT] When you tum the dial
tone (91 off, you turn the dial tone off
through a recent 110] change.
[111 Q: And you leave whatever cap­
ability it is (12) that permits you to provide
left-in dial tone? 1131 That's done through
recent change as well?
{HI A: [ALBERT) What do you meanby­
what's (lSJ your defmition of "left-in dial
tone? Because 116) there are three or
four different flavors of that 117] you can
run into that people use.
[181 Q: Are some of those flavors achiev­
able [191 through the recent-change pro­
cess?
[20] A: [ALBERT) Where you leave all
connections {211 inplace and you remove
the dial tone from all (221 those, that's
achievable through a recent change.
123] Q: Now, you said in your opening
statement, 1241 Mr. Albert, if I wrote fast
enough and understood
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[I) well enough, that, first of all, Bell
Atlantic does {21 permit Centrex cus­
tomers to access the recent- {31 change
software-driven functionality of the net­
work (41 for certain purposes. Is that an
accurate 151 statement?
[61 A: (ALBERT) The functionality of the
17] network? Yes. There's a system that
will set out (8) in front of the RCMAC
function that the Centrex 191 customers
will work through to do things like {lOI
change speed calling, move call-waiting
from one [111 line to anoth~r line, do
rearrangements with {l2] telephone
numbers.There are a number of limited
1131 activities that they can change for a
specific (14) defined group oflines which
they are able to {l51 access.
[16} Q: And the thing that sits out in front
of [17] the RCMAC is the so-called f1te­
wall?
(18J A: [ALBERT) It's more than a firewall.
{19] It's the two different systems that I've
described {20] that we've got in Mas­
sachusetts,one which is 1211 called MAC­
STAR, and the other which is the acron­
ym {221 CCRS, which is a Bellcore pro­
duct. MACSTAR was {231 originally a
Lucent product and is now handled by
[241 another vendor. But that sits out and
ties into

Page 179

[II the recent-change capability and is
used to provide [21 these Centrex typesof
rh<lna....

[3] Q: And one of the purposes is to
ensure that 14] a Centrex customer can
access and fiddle around (SI only with
that customer's own Centrex lines; (6)
correct?
171 A: {ALBERTI Once you have defined
to it the {81 universe of lines that it can
fiddle with, which is {91 much different
than the capability that we're {I01 talking
about that would have to be developed
for {111 using this to have any CLEC tum
on and off any (12) line that was con­
nected to the switch. That's {131 where
you get into the security and the (141
partitioning and the large amount of
development. (151 It's one thing to say, •
Here's a predefmed group (16] of lines,
and only one person can go in and
monkey 1171 with them.· It's something
else to say,"Here's a [181 multiple number
ofpeople that can go in and monkey {l91
with any line throughout the whole
switching (201 machine." That's the two
big differences we're 121] talking about
between what would exist and what (22)
would have to be.
[231 Q: What would it cost and how long
would it (24) take to petform the deve­
lopment work necessary to
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111 create that functionality that you jusl
descnbed?
(2) A: (ALBERT) I don't have any estim
ates on 131 it.We've had some preliminal"l
discussions with (4) the vendors. We'n
talking more than a year, and {51 we'n
talking big bucks.
(6] Q: Bell Atlantic has over the laSt twl
years 17] plus petformed a variety 0
different operating- (8] support-syster
modifications in anticipation of {91 pI'(
viding service at wholesale rather tha
just (101retaillevels.Isn'tthatanaccurat
statement?
Ill) A: (ALBERT) Yes, we've developed
number 1121 ofsystems and interfacesall
tiedthemtogethe~

[131 Q: And Bell Atlantic has proposed fl
114] recovery in this and other juri
dictions in excess {lSI of $100 million
operating-support-system [16J d~

lopment costs in order to recover tJ
costs it (17] claims it incurred inthose 0
modifications; [18] correct?
[191 A: [ALBERT) I'm not the cost pe1'Sl
and I'm (20] not sure what we've go
after recoverywise or 1211 cost-pi
cceding-wise.
[221 Q: And what would be required
achieve the [231 recent-change f1
ctionality of the sort you just (241 d
cribed, which is lots ofdifferent caml
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11] being able to access all of the IiI
would 121 reauire OSS modificatk


